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	Cisco – ISR 18 xx and 28xx  Solution
	Established IT relationships/CIO level

ISRs Everywhere/created all-in-one branch appliance trend.  Start low, upsell later

Strong and numerous SI/SP channels and ISVs

Distributed and centralized architectures, with migration path
	Can often be complex and expensive to deploy branch solutions
Some of the Cisco branch solution (Unified Communication Manager Express) is router-based, typically making it more difficult to manage/support and requiring numerous patches to overcome security vulnerabilities.  Scheduled maintenance for patching routers increases downtime
Some additional features, like Mobile Connect, which is an application similar to EC500, require addl Windows server
Cisco tactics to look for:

· Cisco will “Super-size Routers” (via a Data decision) to make “Voice” look free. 

· OR they bid low, under-size and up-sell later.      Avaya counter tactic: Inspect for “Super-sized” routers, re-price to support data-only so there can be a true “apples to apples” comparison

· Cisco Channel Partners depend upon customer/IT participation to lower services costs.  Avaya counter tactic: Inspect Services scope of work and account for costs associated with IT staff dependencies

· Uses Core to “subsidize” Branch (e.g. recently increased maintenance on Core).

· Cisco will focus ONLY on features that they have and avoid everything else.
For more information see “Winning Over Cisco in SMB and Branch Solutions” here.
Cisco still requires separate servers/licenses for many features.

ISR/IOS operating system is a target for many hackers leading to security patches and downtime

Quotes from Nemertes TCO study: https://enterpriseportal.avaya.com/ptlWeb/getfile?docID=Mzk0MTQ2Mw==  (copy & paste into browser address window)
"Cisco is six times more costly to operate than Avaya"

 

"In some cases, it’s simply that Cisco customers spend a lot of time trying to troubleshoot, only to learn the problem is the result of a bug or inherent problem.”

The lifespan of the Cisco system is of concern. E.g. A VP of telecommunications for a large financial-services firm removed Cisco after a two year implementation because of the number of hardware changes required and the longevity of the system. “We got rid of Cisco. Anything you buy from Cisco and do more than a three-year amortization, you’re pushing it,” he says. That, by definition, increases operational costs."
	Avaya’s contact center leadership and presence in many HQ-based contact centers can be leveraged to address branch customer service issues and create efficient call flows to/from branch.

Nemertes Research shows Cisco has significantly greater operational costs than Avaya for branch communications solutions
https://enterpriseportal.avaya.com/ptlWeb/getfile?docID=Mzk0MTQ2Mw==
copy and paste link above into your browser for access
Easy to deploy

Full range of service offerings, direct and indirect
Some unique ISV relationships (e.g. in Retail)

Incumbency at the branch (PARTNER, MERLIN , DEFINITY )
Massive  scalability , 1000s of branches supported via SIP networking 
Rich integrated management tools included
 The depth and breadth of 
Avaya telephony features provided as part of the main system feature set (for example, Extension to Cellular). 

Business Continuity/Reliability and Serviceability considerations

Avaya solutions can be configured for No Single Point of failure. Proactive Monitoring and Expert Systems is a differentiator.



	Cisco – Smart Business Communications System (UC520)
	20 Local languages

Breadth of features

SMARTNet Service attach, mandatory, 3 years
	IOS based; Cisco identified IOS as having moved from vulnerability to attacked status

Not all models support integrated wireless LAN

Not all models support integrated wireless LAN

Growth driven migration path is expensive, requiring a forklift upgrade
	VXWorks & Linux OS partitioned w/Virtual logix VLX eases migration to Linux OS

Full Services life cycle from planning and deployment through monitoring & management
Support for heterogeneous environments

Extensive DevConnect business-centric application offers 
Rich integrated management tools included 

	Nortel – Microsoft

Secure Router 4134
	Large embedded branch base, millions of NORSTAR and BCM.

NORSTAR to BCM migration path

Microsoft ICA alliance

SR 4134 with either CS 1000 module or OCS blade – unique to ICA Alliance

Wide application support
	Partnership with Microsoft raises questions about future of BCM

SR4134 becomes single point of failure for branch

Requires Mediation Server card to support MSFT non-standard VoIP Codec 

Reuse of NORSTAR phones limits BCM platform usefulness 

MSFT introduces non-standard SIP extensions 

MS integration with other 3rd party gateways (non-Nortel) provides no survivability to branch

Lacks method to route voice traffic over alternate paths

No network infrastructure integration for voice QoS
	Contact center leadership at HQ helps stake Customer Service claim and call flows to/from branch.
Lower TCO (Nemertes study)
Easy to deploy

Full range of service offerings, direct and indirect and hosted
Some unique ISV relationships (e.g. in Retail)

All-in-one ISR solution available with Juniper relationship

Extensive DevConnect community 
Rich integrated management tools included
 

	Nortel

BCM 50
	Linux OS

PSTN failover is supported in both networked or standalone BCM deployments. BCM 50 can be configured to act as a survivable remote gateway to a centralized CS 1000 PBX

SIP networking and SIP trunking

The Windows-based Softphone 2050 supports unified messaging, provides directory access, can be integrated with BCM platforms, Multimedia Communications Server 5100, and is also operable with Nortel Communication Server 1000 and Meridian 1 platforms
	Lacks IVR support

Lacks redundancy features

Fixed architecture, precludes scalability

Differing call control software between the BCM and CS1000 products lacking transparency for end users and administrators.


	Massively scalable, 1000s of branches supported via SIP networking

Centralized management, w/SIP networking supported between facilities
Full range of service offerings, direct and indirect and hosted
Extensive DevConnect community

All-in-one ISR solution available with Juniper relationship
Rich integrated management tools included
Lower TCO (Nemertes study)
Avaya’s reputation and stability

Avaya’s F-C-E model enables consolidated infrastructure for lower TCO and improved ability to push communications apps to stores easily and quickly.  Flattened means to provide robust feature/functionality for all stores from big to very small. 

Avaya has leading market share in IP telephony 

Gartner Magic Quadrants:   Avaya and Nortel are both in the Corporate Telephony leader’s quadrant but Gartner shows Avaya with a better ability to execute on its vision 

(See Top 10 Reasons to Select Avaya over Nortel  CRC- Avaya Sales Portal).

	Nortel

BCM 200 / 400
	Linux OS

Web-based management tools

Multimedia contact center w/intelligent routing

SIP networking and SIP trunking
	BCM 200 supports 20-32 digital users or 90 IPT users; BCM 400 supports 30-200 digital users, 90 IPT users

BCM 200 lacks redundancy features

No support for digital handsets

BCM competes with Nortel’s Norstar key systems that have had much success in the North American market. Norstar systems are able to be IP upgraded via VoIP gateways, existing Norstar customers will be less inclined to migrate to BCM
	Massively scalable, 1000s of branches supported via SIP networking

Application functionality (call processing, CTI, messaging) supported at branch, reducing WAN use requirements

Centralized management, w/SIP networking supported between facilities
Full range of service offerings, direct and indirect and hosted
Extensive DevConnect community 
Rich integrated management tools included 

	ShoreTel
	Distributed call control architecture

Partnerships to deliver a wider range of gateways, enable partitioning services, and expand its wireless solutions

Managed Services offering via partners, yet ShoreTel still remains connected to customer

Growing Developer Network community
	IP only platform, no migration path to intelligent communications

Not a global company. Distribution limited to USA, Spain, Germany, and UK; limited market share

Takes a wait-and-see approach toward adhering to the latest trends in communications technology.

Would not be considered a highly innovative company (Current Analysis)
	Global Sales and Service presence

Full suite of Service surround; customer can choose direct, indirect, hosted
Extensive ISV developer community

Complete roadmap to Intelligent Communications without requiring a forklift upgrade

TCO tools available


Nemertes: The Business Case for Voice Over IP: What do large VOIP rollouts truly cost and how do vendors compare.  https://enterpriseportal.avaya.com/ptlWeb/getfile?docID=Mzk0MTQ2Mw==
Cut and paste the URL above to access the Nemertes doc.

Appendix Matrix
The following chart is best viewed in Word applications under Normal View so that the column headers provide focused segmentation viewing
Distributed Office Comparison- Nortel and Nortel Microsoft

	
	Avaya
	Nortel
	Nortel
	Nortel-Microsoft

	Solution Name
	Avaya Distributed Office
	BCM 50
	BCM 200/400
	Secure Router 4134

	Differentiators
	
	
	
	

	
	VXWorks & Linux OS partitioned w/Virtual logix VLX eases migration
	Linux OS
	Linux OS
	OCS in NT Router

	
	Application functionality (call processing, CTI, messaging) supported at branch, reducing WAN use requirements
	Web-based, Network Configuration Manager (NCM), can be used to configure, program and manage the BCM system components, whether centralized or distributed
	Web-based management
	Unique to Alliance

	
	Massively scalable, 1000s of branches supported via SIP networking
	The Nortel BCM Advanced Paging Productivity (APP) Pack is a suite of advanced paging and text-messaging applications for BCM. It includes One Button Paging, One Button Text Messaging, Customer Assistance Paging (with an Optional Customer Call Box), and Scheduled Announcements.
	PSTN failover is supported in both networked or standalone BCM deployments. Nortel’s Survivable Remote Gateway (SRG) lends survivability for BCM systems deployed as remote-site gateways for Nortel Communication Server 1000 communications platforms.
	All-in-one device focused on UC and collaboration market

	
	
	
	
	

	Strengths
	
	
	
	

	
	Contact Center; Avaya installed HQ; mid- to large-branch
	VoIP Migration path for Norstar customers
	Multimedia Contact Center w/intelligent routing support
	Large imbedded base; millions of Norstars

	
	Lower TCO (Nemertes)
	Supports IP handsets, IP wireless handsets, Norstar phones & digital handsets compatible w/Meridian
	Supports hybrid environments
	BCM upgrade path

	
	Breadth of features
	SIP networking and SIP trunking
	SIP networking and SIP trunking
	Application support

	
	Easy to deploy
	PSTN failover is supported in both networked or standalone BCM deployments. BCM 50 can be configured to act as a survivable remote gateway to a centralized CS 1000 PBX.
	Wide variety of applications supported
	Microsoft ICA Alliance

	
	Full range of service offers
	The Windows-based Softphone 2050 supports unified messaging, provides directory access, can be integrated with BCM platforms, Multimedia Communications Server 5100, and is also operable with Nortel Communication Server 1000 and Meridian 1 platforms.
	Centralized management of branch facilities
	SR4134 Secure Router w/either CS 1000 module or OCS blade

	
	Growing ISV Community
	
	Extensive Services – Professional, Managed, Maintenance, Security 
	

	
	Centralized management, w/SIP networking supported between facilities
	
	BCM provides integrated firewall and security measures like NAT, Basic and Stateful Packet Filtering, and Point to Point tunneling protocol and IPSec for VPN support.
	

	Weaknesses
	
	
	
	

	
	Not generally branch incumbent
	Lacks IVR support
	BCM 200 supports 20-32 digital users or 90 IPT users; BCM 400 supports 30-200 digital users, 90 IPT users
	Requires Mediation Server card to support MSFT non-stnd VoIP Codec 

	
	SVSP relationships
	Lacks Redundancy features
	BCM 200 lacks redundancy features
	MSFT introduces non-stnd SIP extensions

	
	ISR platform w/Juniper still a two vendor solution
	Fixed architecture precludes scalability
	No support for digital handsets
	Lacks local survivability

	
	Branch product options numerous
	
	BCM competes with Nortel’s Norstar key systems that have had much success in the North American market. Norstar systems are able to be IP upgraded via VoIP gateways, existing Norstar customers will be less inclined to migrate to BCM.

	Lacks method to route voice traffic over alternate paths

	
	
	
	Though marketed as a branch office device that can connect back to a centralized Meridian, BCM does not support digital handsets compatible with Meridian 1 PBXs.
	No ntwk infrastructure integration for voice QoS

	
	
	
	
	What is the future of the BCM

	Market Messaging
	
	
	
	

	
	
	
	
	

	Financial Serv.
	
	
	
	

	
	Customer  Interaction
	Positioned as solution for SME or Branch of Enterprise; not vertically marketed
	Regulatory compliance messaging
	No messaging found for the 4134 Router for the Financial Services vertical

	
	Work force productivity
	
	Increased efficiency
	

	
	Infrastructure optimization
	
	Improved alignment with business goals
	

	
	Consistent customer experience
	
	Supports mobile employees
	

	Retail
	
	
	
	

	
	Meeting customer expectations
	Advanced Paging Productivity s/w app designed for Big Box environments
	No messaging found for BCM 200 / 400 for the Retail vertical
	No messaging found for the 4134 Router for the Retail vertical

	
	Expand POS functions
	
	
	

	
	Increase visibility between HQ and branches
	
	
	

	
	Reduce TCO / Infrastructure optimization
	
	
	

	
	PCI compliant
	
	
	


Distributed Office Comparison- Cisco and ShoreTel
	
	Avaya
	Cisco
	Cisco
	ShoreTel

	Solution Name
	Avaya Distributed Office
	Integrated Switch Router 1861
	Smart Business Communications System (UC520)
	Enterprise Edition PBX

	Differentiators
	
	
	
	

	
	VXWorks & Linux OS partitioned w/Virtual logix VLX eases migration to Linux OS
	Built on Cisco’s IOS
	8 port device that scales w/addition of switches
	PBX Platform scales to 10K users; Small Business Edition for single sites up to 50 users

	
	Choice of Service support: direct, indirect
	IP only platform
	Includes: UCME for call processing; Unity Express Vmail, IP phones, VPN/FW, switching, some wireless LAN
	IP only platform

	
	Contact Center WW leadership supports Customer Service claims and call flows to/from branches
	Globally recognized brand
	IP only platform
	90% of business conducted through channel partners

	
	
	
	
	Web based interface

	Strengths
	
	
	
	

	
	Contact Center; Avaya installed HQ; mid- to large-branch
	Established IT / CIO relationship
	Secure
	Distributed call control architecture

	
	Lower TCO (Nemertes)
	ISRs everywhere, capitalizing on all-in-one trend
	Established market presence
	Strong partner strategy, including Juniper, Extreme, and Foundry

	
	Breadth of features
	Enters account low then upsells
	Breadth of features
	Formalized Partner Program makes available solutions that would not be possible through its internal development resources. 

	
	Easy to deploy
	CME & CUE for call processing & messaging
	20 local languages supported
	ShoreTel has partnerships to deliver a wider range of gateways, enable partitioning services, and expand its wireless solutions

	
	Full range of service offers
	Full, secure, functional router
	SMARTNet Service attach mandatory (3 yrs)
	Continued R&D investments. Updates to its contact center, monitoring, management and third-party software integration capability, as well as an expanded line of ShoreGear switches and end points have provided new options for customers and resellers

	
	Growing ISV Community
	Distributed & Centralized architectures; migration path
	Marketed to specific verticals (health, legal, retail, manufacturing)
	Managed Services offering via partners, yet ShoreTel still remains connected to customer.

	
	Some incumbency at branch (Merlin)
	CME and SRST stand-alone mode
	Smart Assist & Configuration Assist for easy deployment & set up by channels; Monitor Manager & Director for monitoring and remote mgt
	Growing Developer Network community.

	Weaknesses
	
	
	
	

	
	Not generally branch incumbent
	Complex to deploy and manage
	IOS based; Cisco identified IOS as having moved from vulnerability to attacked status
	Takes a wait-and-see approach toward adhering to the latest trends in communications technology.

Would not be considered a highly innovative company.

	
	SVSP relationships
	Separate servers /applications; licenses for many applications
	
[image: image6]Not all models support integrated wireless LAN
	Not a global company. Distribution limited to USA, Spain, Germany, and UK 

	
	ISR platform w/Juniper still a two vendor solution
	ISR/IOS target for hackers leading to extensive downtime and patches
	No field upgradeable components
	ShoreTel had a 2.5% market share of enterprise telephony ports shipped in the U.S. in 2006. The company had a 0% share of enterprise telephony ports shipped in EMEA. (Synergy Research)

	
	Branch product options numerous
	Voice reliability impacted by IOS patches
	Voice reliability impacted by IOS patches
	Supports MGCP, rather than H.323, limiting interoperability with other IP Telephony platforms

	
	
	Limited to very small offices
	Migration path is expensive and forklift upgrade
	No Service Provider integration or channel, in spite of development efforts here

	
	
	Supported almost exclusively via channel partners
	Supported almost exclusively via channel partners
	ShoreTel's overall portfolio, though growing, is much smaller and less diverse than its competitors

	Market Messaging
	
	
	
	

	
	
	
	
	

	Financial Serv.
	
	
	
	

	
	Customer  Interaction
	Highly secure collaboration w/tunnel-less VPN
	Highly secure transactions
	Ease of administration

	
	Work force productivity
	Reduce total operating costs
	Improved collaboration and communication between branches
	Ease of use

	
	Infrastructure optimization
	Support for voice, video, wireless, and data
	Improved transaction times (loan processing, customer queries)
	Toll by-pass

	
	Consistent customer experience
	
	Reduced telephony costs
	Improved customer satisfaction w/advanced call handling features

	Retail
	
	
	
	

	
	Meeting customer expectations
	Secure, especially w/credit card transactions
	Time & staff mgt
	Mobility

	
	Expand POS functions
	Real time data sharing for up-to-the-minute inventory information
	Task Mgt alerts
	Improved Productivity

	
	Increase visibility between HQ and branches
	Support for in-store kiosks for customer self service
	Employee Recognition Alerts
	Easy, rapidly deploy and maintain

	
	Reduce TCO / Infrastructure optimization
	Improved customer service
	E911 Alerts
	Low price point

	
	PCI compliant
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